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DETAILED ACTION 

1 . This Action is in response to Application Number 09/766271 received on 18 
January 2001. 

2. Claims 1-32 are presented for examination. 

Claim Rejections - 35 USC § 102 
The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 

A person shall be entitled to a patent unless - 

Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

Claims 1-32 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Beck et al. (U.S. Patent Number 6,345,305), hereinafter referred to by Beck, in view of 
Pepe et al. (U.S. Patent Number 5,742,905) hereinafter referred to by Pepe. 

3. Regarding claim 1 , Beck discloses an application for enabling a client to interact 
with communication-center resources comprising: 

a customer interaction server coupled to the communication center (Beck, col. 6, 
lines 57-59); 

a network-capable appliance coupled to the interaction server (Beck, col. 6,. lines 

57-59); 
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at least one agent workstation in the communication center (Beck, col. 6, lines 

20-25); 

an interactive client interface component operable by the client for posting client 
data and for receiving and displaying agent and interaction data from the 
communication center (Beck, col. 7, lines 20-26, Beck teaches a CINOS-agent desktop 
interface for clients to interact with the parent application); 

a brokering component for managing client and communication center data and 
communication (Beck, col. 6, lines 57-65, Beck teaches a system for managing 
communications center and client interactions); and 

a status monitoring and reporting component for monitoring, and reporting 
communication center and client status (Beck, col. 7, lines 13-17, Beck teaches a 
customer information-system to store and serve information relative to customers 
including status); 

Beck does not disclose the application being characterized in that a client using 
the user interface is enabled to access and alter communication center data, and also to 
initiate live interaction with the communication center. 

In an analogous art to networking, Pepe discloses a system for personal 
communications internetworking wherein the user can modify his/her subscriber profile 
(Pepe, col. 6, lines 34-45) 

Therefore, it would have been obvious to one in the ordinary skill in the art at the 
time of the invention to combine Beck with Pepe to provide a system allowing its users 
to control and integrate a plurality of messaging options by allowing users to access and 
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edit user data located at the communication center (Pepe, col. 3, lines 18-43). 

4. Regarding claims 2 and 18, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 1 and 17, including wherein the components are 
distributed among computerized stations interconnected in a communication network 
(Beck, col. 6, lines 19-25). 

5. Regarding claims 3 and 19, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 2 and 18, including wherein the communications 
network includes one or more of a data packet network (DPN) and a 
connection-oriented switched-telephony (COST) network (Beck, col. 5, lines 45-52, 
Beck teaches using COST calls, and data is transmitted as addressed packets). 

6. Regarding claims 4 and 20, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 3 and 19, including wherein the communications 
network further includes at least one local area network (LAN) (Beck, col. 6, lines 35- 
40). 

7. Regarding claims 5 and 21 , Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 3 and 19, including wherein the (DPN) is the Internet 
network (Beck, col. 5, lines 40-43). 



8. Regarding claims 6 and 22, Beck and Pepe teach the limitations, substantially as 
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claimed, as described in claims 1 and 17, including wherein communication and transfer 
of status information is accomplished using a presence protocol (Beck, col. 5, lines 44- 



9. Regarding claims 7 and 23, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 6 and 22, including wherein the preference presence 
protocol used is compatible with the IMPP-IETF RFC 2778 protocol (Beck, col. 5, lines 
44-62, Beck teaches using the Internet Protocol (IP)). 

10. Regarding claims 8 and 24, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 1 and 17, including wherein the client data includes one 
or more of personal demographic data communication capability data, personal agenda 
data, and personal interest data (Pepe, col. 6, lines 34-45). 

1 1 . Regarding claims 9 and 25, Beck and Pepe teach the limitations, substantially as 
claimed, as described in claims 1 and 17, including wherein the communication-center 
data includes one or more of interaction history records, product information, 
order-status information, and agent-availability information (Beck, col. 4, lines 2-35, col. 
7, lines 15-16, Beck teaches storing transaction information as history records). 



62). 



12. Regarding claims 10 and 26, Beck and Pepe teach the limitations, substantially 
as claimed, as described in claims 1 and 17, including wherein the communication 
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center status includes one or more of number of available agents, number of calls 
holding, estimated hold time, and communication capability data (Beck, col. 7, lines 12- 



13. Regarding claims 1 1 and 27, Beck and Pepe teach the limitations, substantially 
as claimed, as described in claims 9 and 25, including wherein the interaction history 
records are categorized by product (Beck, col. 7, lines 12-17, Beck teaches clients 
being able to obtain information on product preferences, meaning that the information is 
categorized by product). 

14. Regarding claims 12 and 28, Beck and Pepe teach the limitations, substantially 
as claimed, as described in claims 11 and 27, including wherein the interaction history 
records are further categorized by participating agent (Beck, col. 7, lines 13-15, beck 
teaches the information system server adapted to store and serve information relevant 
to customers participating, therefore the history records are categorized by participating 
agents). 

15. Regarding claims 13 and 29, Beck and Pepe teach the limitations, substantially 
as claimed, as described in claims 9 and 25. Beck also teaches keeping a 
chronological history of all transactions including text-based events (Beck, col. 8, lines 
19-25) but does not explicitly state wherein the interaction history records are date and 
time stamped. However, keeping a chronological history requires using a date/time 



17). 



• 
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stamp to keep order of events. Therefore it would have been obvious to one in the 
ordinary skill in the art at the time of the invention to use a time/date stamp for all 
interaction history records to maintain a chronological order of transaction events. 

16. Regarding claims 14 and 30, Beck and Pepe teach the limitations, substantially 
as claimed, as described in claims 1 and 17, including wherein the communication 
managed by the brokering application comprises status alerts related to client and/or 
agent states (Beck, col. 7, lines 13-15, beck teaches the information system server 
adapted to store and serve information relevant to customers participating, therefore the 
history records are categorized by participating agents). 

17. Regarding claims 15, 16, 31, and 32, Beck and Pepe teach the limitations, 
substantially as claimed, as described in claims 14 and 30, including wherein the 
communication managed by the brokering application further comprises invitation 
messages sent by either agents or clients for initiating communication (Beck, col. 6, line 
57 through col. 7, line 8, Beck teaches that CINOS is adapted to support email 
applications, therefore a client can send an invitation message in the form of an email to 
initiate communication). 



Conclusion 



• 



• 
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Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to J. Bret Dennison whose telephone number is (703)305- 
8756. The examiner can normally be reached on M-F 8:30am-5pm. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, David A Wiley can be reached on (703)308-5221 . The fax phone number 
for the organization where this application or proceeding is assigned is 703-872-9306. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

J. Bret Dennison 
Patent Examiner 
Art Unit 2143 
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